
pay by web or phone? (direct debit) & Check Free along with mail-in and wall-m payments. An 
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Does AHCCCSA's eligibility system (KEDS) automatically determine eligibility 
once all information is data entered, or is the application of rules and calculation of 
income tictors completed by the Eligibility Specialists? 

Will AHCCCS provide us with a copy of letters generated out of ACE? 

Clarification please: How long to pend letters - 10 days? 

The RFP states the Contractor shall process all applications within 30 calendar days 
of receiving the application. Do we assume the clock starts wben the application is 
complete? 

online credit card payment option is anticipated to be made available by 
early 2008. 

AHCCCSA will make every eITort to have KEDS phased out before 
implmta t ion  of this contract, but yes it does automatically determine 
eligibility. 

Notices are dynamically created in ACE based on the action taken on the 
case and different situations such as premiums, enmllmenf etc. Samples of 
notices arc provided in the Biddds LI- under Fomrc. 

Yes, 10 business days. 

No, eligibility must be determined within 30 calendar days fiom the date of 
application, which is the date a valid application is received. The 
application may not be complete when it is received. A determination cao 
be made past the 30 days if the customer requests more time to provide 
documentation. 
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AHCCCSA has indifatcd mat all valid applications will be registered in ACE, along 
with the name of the eligibility specialist assigned to the use,  withim one business 
day. Is AHCCCSA open to a "fmt-come-fmt-serve" approach wherc the 
application is not assigned to a specific eligibility worker until after it has been 
scanned and pre-screened? 

AHCCCSA bas indicated tbat the name of the eligibility specialist assigned to a m e  
be registered in ACE. Is AHCCCSA's expectation that the same eligibility specialist 
be assigned to the case throughout the eligibility dctcnni~tion prazss? Can a 
different eligibility specialist handle the processing of any missing information in 
order to m a t e  a morc efficient and timcly flow for the application? 

Please clarify that the "...Cnnuac~or shall rcview and pmcess aU completed 
applicatio ns... within 30 days ..." 

Does the system have an automated method for identifying recipients due for 
renewal or due for follow-up on missing information? 

Is an estimate available for the number of manually generated letters that m y  be 
issued by the Coabacm? 

On line applications. Where are the supporting documents sent once an application 
is submitled through a CBO site? 

The RFP states mat some Health-c-Arizona applications are automatically repisted 
in ACE and o h m  haw to be reconciled. It is unclear, however. if all HeaW-e- 
Arizona applications have to be printed and then scanned into FoTtiS. Please clarify 
this profess for applications automatically rcgisted in ACE and for the applications 
that have to be reconciled. 

Under what circumstances arr decision notices manually generated? 

The case may be assigned to other workers performing preliminary functions 
prior to the assignment to the worker who will complete the determination. 

The w o r k  is not limited to their own useload in ACE. Any worker can 
access any case. 

See question 9 in this Round. 

In ACE, the worker task list is an on-line work management tool. This 
sereen allows the worker to sec their cases in different task with specific 
information to that task. For example, if a worlar has a pending application 
with an outstanding Rquest for Information (-1). the worker task list win 
show the application in the Pending Applications list and show the due date 
of the RFI. ACE bas an automated renewal process. ACE automatically 
puts uses that are coming due for a renewal m 60 days in the Renewal task 
list and generates a renewal form ACE includes but is not limited to the 
Renewal due date. received date and RFI due date on the Renewal task list. 

See Round I, question 5. 

Supporting documntation is faxed directly into HEA and storcd on a fax 
server in PDF format Eligibility w o r k  mat have the appropriate security 
a-ss thew documents via the HEA web site. 

The HEA applications with manual signalures and supporting 
documetltatiou are in PDF forma( and so can be imported into FORTIS. The 
HEA applications with electmnic signature in HTML format cannot be 
imported into FORTIS and thus. need to be printed out and scanned in and 
saved in FORTIS. Applications automatically registered in ACE must have 
corresponding applications and suppolting documnts in FORTIS using the 
ACE p u p  U) as the identifier. See responses to questions 3 and 4, Round 5 
regarding pended applications. 

See Round I. question 5. 
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Can the Agency please provide more information regarding m t  initiatives, in 
progress, to automate -in processes related to Health-e-Arizona applications? 

Are the missing infomation and eligibility detemhtion processes automated? 

The RFP states that by the time the wnmct is awarded, the documents may be able 
to be sent through the imaging system lo addition, it states that AHCCCSA is 
currently worhing on automating more of the processes related to DES referrals. 
Please describe these initiatives and the impact they will have on the overall referral 
to DES process and/or application process. 

The RFP states the imaging system may be operational by the wnhact award. 
Would AHCCCSA commit to having it operational by the implementation date? 

Canlwill AHCCCSA provide the average number of cases that are pended due to a 
data mismatch in ACE, as indicated in this section? 

What are the primary m n s  for "non-factual denials and discontinuances" of 
renewals? 

Can AHCCCSA please provide statistics for how many discrepancies occw during 
the annual FPL mass change process? 

Does the contractor have access to the Remium Billing and Collection System? If 
so, is the wnhactor expected to enter data into the system, use it for research 
purposes, or other activities? If other, please explain. 

AHCCCSA is m t l y  working on the system process to automaticauy 
send back the disposition to HEA on cases that originate born HEA This 
will be implemented in the production envimnment on 9/25/07. lo order to 
M e r  automate the process, AHCCCSA is hying to determine if the 
electronic signature applications can be saved as PDF so that they can be 
irnported into FORTIS instead of needing to be printed out and scanned. 

Once the HEA application is entend into ACE the process is the same as 
with univeml applications entered in ACE. The Conhactor will need to 
send the customer a request for information (RFI) for missing information. 
This RFI is aeated in ACE and may be printed out at the Contractoh office 
for mailing. Once the infmmation is entered in ACE then ACE is used to 
run eligibility tests and worksheets and determine KidsCare or HIFA Parent 
eligibity. 

DES and AHCCCS have decided not to pursue exchanging images due to 
the inwmpatiiility of the two formats. Other solutions to streamline the 
referral process with DES include: I) DES staff accessing FORTIS @as 
been implemented) and 2) applications sent to AHCCCS fmt on HEA 
applications that screen for both AHCCCS and DES programs in the same 
household (will be implemented Fa& 2007). 
See response to question 20 above. The AHCCCS imaging system is 
operational, however AHCCCSA is not pursuing the enhancement of TIPS 
for images. 

On an average there are 30 to 50 cases a day that are sent to AHCCCS born 
DES as KidsCare referrals. There is a spike around the 23rd day of the 
month of a wuple of hundred cases. Looking at a weeps worth of cases, 
about 45% of the cases pend. The pended cases require manual research in 
the ACE system to validate if the information should be added to an existing 
case or create a new case. Once this has been determined there is a button 
!hat allows the information to systematically add to ACE. It is not necessary 
to manuaUy add these cases to ACE. 

Non-factual denials include inwme not verified, health insurance not 
verified, failed to apply for SSN, SSN not veriiied, USCIS status or 
citizenship not verified, signature requirement not nu% or loss of 
contactlreturned mail. 
Non tidual diiscontinuances include renewal not completed, inwme not 
verified, hided to docmmt citizenship, failed to verify USClS status, or 
loss of wntactlreturned mail. 

The 2007 mass change w s  the 1st automated m a s  change conducted for 
the KidsCare population. Out of a population of 3800 individuals whose 
premiums were affected by the change. 450 required some manual research 
or action. Each year improvements are made to the mass change process to 
try to decrease the exceptions. 

The Conbactor will use the premium billing and collection system for 
research purposes. The benhactor will have "view only" access to aemin 
screens in the system These limited screens include: 1) F1630-loquire 
Acwunt, 2) F1637-Household Acwunt Inquire, and 3) FI650-Inquire Check 
Transaction. 





37 

38 

39 

40 

4 1 

42 

43 

44 

45 

46 

What is the number of initial applications and renewal applications and forms the 
contractor is responsible for on an annual basis? 

Can AHCCCSA provide a count of returned mail annually or as a percentage of the 
overall mailings? The costs associated with this process and h d o n  could be high. 

Can AHCCCS provide samples of each bulleted item and any other program related 
materials the contractor is responsible for mailing? 

Can the specific staff person who shall be responsible for overseeing the complaints 
and appeals process referenced on page 16 of the RFP in section 6.0 be the rame 
person that is designated for the Key Personnel position of Qual~ty Assurance 
Manager. referenced in section 10.1.1 pnm page 23. of the WP? 

The RFP provides, in the last bullet under the appeals process, that the contractor 
must implemmt corrective actions within five business days of mailing of the 
decision. How wiU the contractor h o w  when the decision is mailed? Can that be 
changed to rmipt of the decision? 

In what system are pre-hearing processes currently wacked? 

Quotiog: 'Prepare, on behalf of the State, responses to appeals; appear, testify and 
present evidence at appeal proceedin@ conducted by the Office of Administrative 
Hearings; prepare and submit appmpriaie motions and brie/s as required by the 
appeal bearing process and provide Iegd asxkimue and represenlm'on as 
necessary at the Conaactor's expense." While it is normal and reasonable for 
Contractors to assist State Agencies in various hearing processes with i n f o d o n  
on procedures, actions taken by the Contractor, and case history information, it is 
not usually required that attorney services be provided to the Agency, as seems to be 
the requirement in this section. Given the sigoificant cost ofproviding these 
services, will AHCCCSA please clarify the meaning of prepare and submit 
appropriate motions; and provide legal assistance and representation as necessary at 
the Coatractor's expense? For example, motions and briefi, and legal assistance and 
representation are services provided by a qualified attorney. Does AHCCCS expect 
bidders to provide legal services that require attorney staffig? 

While external influences or internal initiatives may create a situation where 
performance rises above the agreed to level during a single month, the bidders must 
plan for a specific per fomme level in order to c o d l y  staff the contract. Will 
AHCCCSA consider skiking the words, "...or previous P R f o m c e  level ..." from 
the third sentence? 

Would AHCCCSA consider adding the following language to the RFP in this 
section: "In the event that system p e r f o m c e  issues are shown to result in the 
failure of the contractor to meet Performance Requirements, AHCCCSA will waive 
perfofmance requirements for the affected time period"? 

In order for bidders to detRmine the correct staffig solution for processing 
complaints, can the Agency please provide the average number of correspondence 
items per month, or provide the actual number for the last 12 months? 

See response to Round 1. question 5. 

The Kidscare ofice currently averages about 1200 pieces of returned 
maivmonth. 

Samples are available in the Biddds Library under F o m .  

It can be the same person, but they will need suficient support to 
accomplish the requirements. 

The date of mailing is indicated in the mailing certification that appears on 
the final page of each decision. In light of concern raised by the question 
AHCCCSA is extending the dmeframc for implemmting Director's 
Decisions to 10 business days. 

The Contractor will need to establish their own tracking and reporting 
system 

The C o n a a o r  will be responsible for preparing for hearings, presenting the 
State's case r e g d i g  the eligibility action taken, including testifying and 
preparing exhibits. In addition the Contractor will be responsible for any 
motions (such as motions to continue, motion for dismissal based on 
moomess, awtions to appear telephonically, etc.) and for preparation of any 
prc-hearing or post-hearing briefs deemed necessary by the Contranor or 
requested by the Administrative Law Judge. To the extent that the 
Contractor deems the services of an attorney necessary to complete any of 
these tasks, those senices must be procured by the Contractor at the 
Contractor's expense. 

Yes, see solicitation amendment I. 

No, AHCCCSA will not agree to amend the tenus. In the event that some 
action or inaction by AHCCCSA wnbibuted to the Contractoh failure to 
m e t  performance standards, AHCCCSA will consider waiver on an ad boc 
basis. 

AHCCCSA does not separately lrack complaints related to Kidscare. 
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Please clarify that 30 day requirement for the disposition of applications is for valid 
applications, as defined in the KidsCare Manual. 

Please c o n h  that the accuracy of eligibility determination referenced by this 
performance standard will be on the eligibility determination itself and not other 
components of the application or customer wrvice process. 

Dtd AHCCCSA intend to say "complete" applications andlor renewals? 

In order to facilitate QA reviews, does the ACE system provide reporting 
capabilities to identify cases by worker? 

Please clarify, "...During tbe first six months ... shall review @ow many'? Or what 
percentage? Or "all") eli&lity determinations made by all employees." 

Wbat ad hoc reporting capabilities will the conbactor have via AHCCCSA system? 

Please clarify the entity to be reported in the Semi-annual Financial Statement. 
Would this be for the AZ KidsCare project only, or for tbe larger corporate entity 
responsible for tbe AZ project? 

In section 10.1.2, Einployee Benefits: is AHCCCSA referring to people employed by 
the conaactor that are hired specifically to work on the contract resulting from this 
award? 
What criteria will AHCCCSA use to determine whether health care conrage is 
"affordable"? 

What typcs of retirement packages meet the requirenaents of RFP Section 10.1.2? Is 
a 4 0 1 0  plan hat  mcludes an employer contribution acceptable? 

Is tbe contractor responsible for costs related to the training initially provided by 
AHCCCS to the contractor's staff! 

The RFP states that AHCCCS will provide the contractor with access to the 
AHCCCS supplied applications, i.e. ACE, PMMIS, TLPS. Health-e-Arizona, KEDS, 
docummt imaging and Vital Records, via Microsoft tnminal services. Who 
supplies AZTEC. GUIDE, SAVE, WTPY, CCTS, and the Remium Billing and 
Collection System? 

See response to question 9 in this Round. 

Yes, that is correct it is on the eligibility determination itself. 

See response to question 9 in this Round. 

This information cao be obtained several ways in ACE. There is a work 
managemat function task that allows a supenisor/manager to view all cases 
by worker. There is also a report that can be lun for a specific timehum 
that identifies cases by worker. 

All new employees should h a n  1 W h  of their work reviewed for 6 months 
or longer ifneeded. A sample of cases must be reviewed monthly for all 
experienced employees. The sample size must be sufficient to identify 
bends for possible cnrrectin action. 

Tbere is a rrporting facihty within the ACE system that has specific repom. 
The reporting faeil~ty allows a worker to select the report and then select the 
criteria which they want the report to pull. For ad hoc reporting see response 
to question 30 in this Round. 

This requirement would apply to both the AZ project and the larger 
corporate entity responsible for the project. 

Yes 

AHCCCSA e- the Contractor to offer employees and their dependents 
at least one health care coverage option that is comparable (both in terms of 
cost to tbe employee and benefit coverage) to the lowest cost premium plan 
option o f h e d  under the State's Arizona Benefits Option for State 
enmlovees. 
A 401(k) plan is acceptable. 

No 

AHCCCSA has security liaisons for the AZTEC. GUIDE, SAVE, WTPY 
systems that will wordinate getting the contmztor access to those systems. 
CCTS and tbe premium hilling collection system are pan of PMMlS at this 
time. AHCCCSA will need to create a separate agreement with social 
s W t y  for conbactor access to social security information. 
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Does AHCCCSA currently have a Business Continuity and Recovery Plan that 
coven the Kidscare program and could AHCCCSA make that available to vendm 
during the proposal response period? 

In the event hat  the HlFA parents program expires on 6130108 as described in the 
2nd bullet point of 12. I on page 3 I, please answer the following: A. Will this result 
in a reduced fee to the contractor, and if so, will the fee be negotiated or reduced by 
21%? B. Will the contractor be able to recoup a pro-rated portion of the startup 
expenses related to the HlFA parents program that AHCCCSA has required the 
w n m o r  to amortize over the first 3 years of the contract as dernbed in section 
3.1.2 on page 43? 

If the contractor becomes responsible for the ESI program as stated on page 32, 
section 12.1, last paragraph, will that additional responsibility be negotiated in a 
contract amendment, resulting in clarified additional responsihiities for the 
contractor, and additional compensation for the contractor? 

Would AHCCCSA commit to the Fax Server being operational by the contract 
implementation date? 

Would AHCCCSA commit to the Member Website being operational by the conbact 
implementation date? 

The RFP states that s m - u p  costs should be amortized over the first three years of 
the contract. If the contract does not get renewed to cover these three years, can the 
Vendor recoup start-up costs as part of the termination process? 

Section 3, paragraph 4 requires, "AU proposals shall be organized according to the 
following major sections: I) Offer and Acaptance; 2) Offerds Checklist; 3) 
Proposal Response a) Experience of the Offeror, b) Organization and Provision of 
Contract Services, and c) Cost proposal; and 4) Intent to Provide Certificate of 
Insurance." In Section 3.3 beginning on page 44 the requirements page limitations 
are imposed. T%e RFP Scope of Work hat  begins on page four describes items that 
are not expressly covered in Section 3 as namted above. For example: RFP page 
25, section 10.4 Desktop Procedure Manual; RFP page 26, section 10.5, Information 
and Communication Systems; RFP p 24, section 10.2, Office Space and Equipment; 
RFP page 30, section I I, Transition Activities; RFP p a p  3 1, section 12, Pending 
Legislation and Program Changes; and RFP page 24, Section 10.1.4, Collaboration 
with AHCCCS and Omer Stakeholders. So that the bidders may provide 
AHCCCSA with information that addresses all scope of work requirements in 
addition to the requirrtnents of RFP section 4, will AHCCCSA consider expanding tl 

Regarding page limitations: will AHCCCSA , in addition to flow cham and the 
work plan, exclude exhibits (explanatory graphics) fiom the page limitations? 

AHCCCSA does not have a Business Continuity and Recovery Plan (BCR) 
specific to KidsCare or the scope of work AHCCCSA has a BCR for the 
systems and operations in place that will provide support to the Conbaaor. 
The successful bidder will need to develop their own unique BCR to reflect 
the needs of their operation. 

k Yes, the fee would be reduced. The amount of the reduction will not be 
negotiated and would depend on the amount that the legislahue removes 
from the total appropriation. In prior years, the recommended reduction bas 
been $1,942,900 of the total $9,335,600 appropriation or 20.8%. 
B. T%e ability to recoup startup expenses would be dependant upon 
legislative appropriation. 

Yes, if the responsibilities for ESI are significantly different fromthe current 
scope ofwork an amendment would be urnsidered. Additional 
winpensation would be dependant upon legislative appropriation. 

No 

This project is being implemented in phases. The initial phase of the 
member wcbsitc, which will allow the member to check on their eligibility 
and enrollment and to verify if the address AHCCCSA has is comxt, will be 
implemented in October 2007. hter phases will add a d d i t i d  features, but 
a firm timeline for that development has not been ccmpleted. 

See Round I, question 16. 

As set forth in the RFP, bidders are muired to provide the information 
outlined on pages 43-46 (sections 3.1 to 3.4). The page Limit for the 
response to 3.3.9 has been increased from 10 to 12 pages (see solicitation 
amendment I). 

Attachments and Exhibits. beyond the documntation requested and which 
exceed the maximum page limit for each paragraph, may be an additional 
two (2) pages for each paragraph (see solicitation amendment I). 
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Special Term & Conditions 

Special Term & Conditions 

Special Term & Conditions 

Cost Proposal Form 

Attachment B 

Altachment B 

13.2 

16.1 

16 

NIA 

N/A 

N/A 

In h i s  section. the RFP stipulates that records shall be maintained for 5 years (6 
years for records c o m d  under HIPAA). Sbould the bidder assume that this 
includes paper applications, or will these be maintained in Fo& and paper 
applications can be destmyed? 

Will AHCCCSA accept an annually renewable performance bond? 

Will AHCCCSA modify the amount of the performance bond to equal h e  amount of 
the one year contact? 

The contract year dates for the first year are January 2008 - June 30.2009, which is 
an 18-month period. In me model contract t ~ m s  on page 57, section 1.7 of the 
contract, it states that the initial term will be one year with four one-year options. 
Please clarify the start date (estimated) and end date of the initial c o n m  period. 

The Personal Services budget for privatization shows $2,875,600. What are the 
AHCCCS assumptions used to arrive at this number? 

The budget d d  shows $150,300 for telecomrrmnications cost for the coohactor 
and $108,700 for AHCKS. Does me amount for me contractor include the 
estimated cost of the Customer Service Line? 
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Documents stored as images in FORTIS do not have to be kept as paper 

Yes 

No 

See Responses to questions 16 - I8 in Round I. 

The amount provided in Attachment B is based on the 100 funded positions 
for FY 2007. See the Bidder's Library under Proposed F'rivatization 
Personal Senices Assumptioor. 

The amount included in the budget detail represents the t e l e c o ~ i c a t i o n  
costs related to the SCHIP eligibility office and would include any direct 
lines into that office. 


